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Abstract of JP 2002051149 (A) 
PROBLEM TO BE SOLVED: To provide a contact 
center and a method for offering service to non-real 
time contact. SOLUTION: Progress time for non- 
real-time contact is decided, by subtracting the 
service time of following item from a service time of 
preceding item. Specific type prescribed events, for 
example, a case where no operational agent 
remains in a queue including non-real-time contact, 
a case where the queue is blank, and a case where 
a system clock is modified, along with an item 
provided in service immediately after the re-boot of 
the system, are ignored when the waiting time of 
items entered in the queue is predicted. For effective 
management on the contact center, prediction of 
precise waiting time is provided by this method. 
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m 1 ^^nBfc^-felfMfct3tt*ffS 1 <7>7M fAfct-t' 
X Srffiffi-T £ Xf >y TX"$3 -a X , 

( a ) mm i ohms**, ( i ) mmt>m\izftMx. 

- i Jx.>hiPv'ltX'foh, ( i i ) f^Ef^fiW^T* 
( i i i ) Mfe#*>fif?iJtcM3S-r-&3y^^ 
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ClftS^ll] mrlBFJfS^-YTco-f^yhii, (a) 
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imsm 1 4 ] wsM*>ffflK.ism,ffiiT4 tau 
-t<t^ u -r a n y ^ 9 v x*$> & , nr&H 1 3 1 a 

&mm 2 or -f T-^commzmm^ <mfe%ti&.m 

*iMi 3ia«o^r}£ 0 

[ mem i 6 3 mfiaFjf sos*i± . 

( a ) T>f fAOt-h'XSiri^\ ( i ) ifria#*>fi?ij 
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[ if mw 1 9 ] miesi 1 £0 r ^ =f y x a t± , tuiam 1 

?hM>. iw£ii stasia?. 
[ n *ii 2 0 3 mmm 1 £ J; tm 2 ^w-hw^y^ 
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m 1 <vta TMzMM-tz>mm*m£.mm£m£&w: 
jb. <7)3*>o^< tt— tj^\ ifrtam 1 «dtm tMz 

mim-hmuzmm- ■&M&m?y?mfr$>. Atrtam 1 
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jij^s-c-fes, ( i i i ) mw^^mzmm-h^y 

9 9 h*iy?t>mtfp£®?t'foh. feMfiv) WIE3 
h-try^co^llx— ^yw, fflnET^T-At 

rco-Y ^.y n co^-^ <tti ^<?)3&^mzm <zt^ a 

XX/, ( b ) m 1 <7)T-f 7-At;raiSt-SB#ra^Hff^B#P B 1 

«fleR<oW5aetiteaE^ *T , 7 ^ y y . If 

*«2 6IEK^B, 
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V99 Y^y^ifim^mX'hh. fciy'(iv) ay 
fc i> 1 -p*»»*Lfca(c, MIBJS 1 nwhtfmzx 
fate? -f /P? 'J y^JS^OT-* -rA-fe >y MctsltS T-f 

T-AfcBratfc^iaitat^v^T , Kian i cow*>'ffmz 
[11*1130] Miamfcit^^T^T-Aj^ # 

•jr/l^ H&92 9IB«£^ 

S. 

[ if tern 3 1 ] Mf zM0¥K?Mmt , tineas 2 cor 
>f t=BW-*if— ^nsraa^ttiBSf 1 cor-f t-a 

it . m&js 2 9 laa^gg. 
[ imm 3 2 ] mmm-t & #jB<o*j»sr < 1 1> 1 o 

li. #» < i ) , (i i) . iUV ( i i i ) 
If. f 1*112 9Et)i<7)^«« 
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[t£*cofi!tffi] If^y?? hyXfAi/itifflty 
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jSD|^ Vo I P. K /K 7r 
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[00 03 ] Pf<^ai*^fc:«W!!fflfcy6fcfe<tSSiUfcx 
— i^x yh^v^vif^ j^-r At43fl;ft?f fcr&S z b 

t/^w mt. ^K^fr^xmiLZiztzmmtizm-j^ 
xm**w-hftmznmi5ix& ttuz, wmmrstsx 
tf/± M±mftsinmT&w-hi7mzmztiz> . mxm 
\,zhh \ Ai^m^zw$m i n<^(n^~\Lxm%&x°m 
xi$%t>%^mmizn->-zcr>mmiz. t-h'xs 

trffico^^MLTft^fiS^SHT'ftD. LJt^'^T 

n^-f-b"xco75'x^-7^x-ft:^ffiy3-cas^ > y-/i'i: 
[0004] ^'muzm^hnnmmffi^mth 

fWili . WfeffJflfcAn^nfcnfWeS^-* a Tco 
(t 4 A t *v ^Df co#HH#SSrffl v ■> 4 . S 6 tS'Jco^ M 

mm. wmtmf-MbLx. ft-hfimz&v&vtcom 

t^mmxmn l . zn^mmizmm^m^-'j 
x y h&a&x.Lfci>e>*m\t*& . $ ^tsijcoTOjJsw 

{4. a^-ff^jt^fBtral (WAT : weighted advanced ti 
me) fcLTtt^fU W-hfimztiif&m*tWlf%tl?tl 
C0T%3tpB$[Bl ( A AT : average advanced time) iZ 

M^<mmm^x:fo& a ^corrn-^(4. ico# 

SHtei 0*BH*ffl«tflffl§^4*ll#fF^5 ,5 06, 
8 9 8-^tfBtt^^TV^, 

[0005] l ia^coTOjeffi(4 y T/u^-< ^3 ^ 
9 v f.zmm-th^^T-'imx'h *msm? 

m^h <JT>l-?J2±ay?7hbli, WW (-teto-bW 
ib'ftmzX-oX^h) ziy99 b^co^yf- 

b%wk$ h 4 -5 mmw^y zm-r. -mm 

^J(c{4. W^n?, VoIP, f^xbffyh, b'^ 

i-%ht>®m~t&zbti^*iffi&3y?7 h%m~t. — 

/WWrtdfcHi, 7r7?7, m^^CWiJt 

(4ffiffi*». ^x77t-AIffi, «7^7t-y^ 

Xh 0 3 4 . rjy^? h t-f-b"X^M*§iil> S . 
fir-MTfltfcft* ^ >- ^ ^ h cofiSSr— ^ji464 4 T-co 
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f^rfct, 7 7 / ^ rAf^t 
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[0007] 

^y h tij^^i^aWrBmilttJ t vcM4 L < * 
■r?*-r, fcitx/tfctel^— tfciiM&S^XxAt;: 

\mt ttsmzft u y? ? is/iwc 

[0008] -liWItfc^t. WfeffWfctsltiW 
( a ) fcfc itf f^Kx-^'i y b 13 . £ 1 commiZ 

ft-hnmztstt&mi <r>TA fict-t'xsisffit^ 

xf77Tl)ot, ( i ) 

HfcfHItx— ^'xyha&cpftT** (fcfc*J£\ 3c»fe 
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tX^-y^tfWfr^) , ( i i ) WfeffyH^T&i 
( fc fc i(f , IV -99 h-fcy^CTM F ;l/^rft«x- ^ 
xyh^&K ( i i i ) ay?? y-ty? 
a y ^ fc L < i$im-t y 9 ) tmw^mz-h h 

(fcfcxSf. ny?? h-tey^'S-'-vy yy^yztix 

v) 3>-^^ h-fey^COffllX— y'lVh^ TA^rJ* 
fclf-tfXfcllfcLfc^fcaSW* (fcfcxif. TMt- 

"5 ifcfcBSft . feilP/ifcli (v) 9 A 

5 y ^"Wfgcofc^ tzay?? h-ty? w&m-tz 7n>y 
?<r> {tzhLummMmz^h) sse. t^^^h 

cO^fr < fc 1 oaS*^ Lfc«t3R< t ^ a Xr- 

yy, tsxx/ (in MiEiioT'ffAfcBtttiBj 
IBfcWWJSSISIfcjB*. S fc v ^ Xt— h * y K <?)^& < 
fc fc —^jifiMX'h h . -y 7* fc . ( b ) #*>fi w tea 



fc J4flfi<7) * -f 7<n 9 a 5 y ^'ffifg * i^h-t 5xf77 
t, *-£tr#8;**§tlW-4. ±3ztsLfcSffi 

4. mi^T-fr-A (ifcttf^RT^T-A) W)T)V9 
J2±a>?7 yx*i>i$VT)V?4 1,-ay?? hTfcJ:^ 
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[0009] i<7)^-si±, mi<nn&$-^h z. ttfix 

W^tt-fS. fcfc^Jf, h-fey^tffl*T\ 
31*&(t4T, tfi:l$foB$>lf£X'X? v 7**v^v^B 
^-b"xM*Six4*^Bf^J; "5, WATl*s 
^Ri-WSrM-C* 4 i fc *»i=> _h*i* IE ®2C, 

fis^ -f ro-r ^y h cnm.mzm t fc i±vm?A 

y"<7)4^yhlz£&WW&&l1 r &T4TJ*0)fr&Wlk't 

hzt x\ ttmmmzwmftmmMZT^mzmm 

ft 1. f A J «if !> I h t\ Br 

tai»«* &i?t7-i ^A^«t-4 . 

[0010] — fiftfitefeWC, #*>fi ; ?ijK*3(t-S l S|2cO 
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33\^Xffir-?hTfrJ± (mi "rM.Xfo>0 o &) 
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T if - t'xgffi $ tltz T A 7 s - A * 7 * /b * U y ^ t T , 

7 ^ >J yym&coTA fAt -y b £ Bffcth 7 < tV 

^tfcit, m,y t)V9*)yy\i^ fuia7M-rA#\ 
( i ) ffifiE»l«#-feffWtcf^ilx->7iyh3&cpft N 
( i i ) fflESSl^-fe^jft^e**. ( i i i ) lu 

ffitrft*, ( i v ) rjy?? h-feyMtii-yxy 
b#\ T^7%a~^-btx£it#fcL&^fcS#?-r£, 
,£tf/ifcli<v) 3y^^ b-fey^K^-f Sy^fffg 
* JSf*"t 4 y* cr -/ ? ^)B#raiS5E^^3g , k\^o9A7°<n 
A <y b < t «» l ^^MLttc . inem i co 



^tfM^Att^a^^^^^T^ a 1^9 V y9' 

•rs , xf 7 7t, ( e ) frfe? /b? u y^ar*«r 
-f T-A-t «y b ttift* r>f T-AtcM?* Ltdmm{zm^\ \ 
t , Mien i cowib'ffmztiif&mfcTA fAcofiw 
lat^aw-i^iiieiffl^wii: . imx.hmm.ium- 

[0015] ±Mmmwm£xfmm±, ^^t^t- 

[0016] 

ffiSr^-To a^^b-feyM, Ht-A'lO (Luce 
nt TechnologiesttcOCRM Central 2000 Server (i§SS) 
J^ILti^J;-) t, =jy^y > b4/^{4I8^Mjl 

£ i t * i T-# SflUcOfffgS:#tfx-^l2'I^St^i4T 
l 2^0-b'y bfc, ISS^-f-^', -r=5r*?*>7 
r •y^X-9--ys'2 4, ^i7t-^'2 0, If^-;l/t 
-'4 6, i5 it/ff&W-f-'^ 1 3 t , «rtx«P B X 
2 8 (4fc(4Blte$»rt38JH*PAX) fc, ^-y7-;b 

3yea-^*jj:t^/4fcja«. fo&wmco94T 

^j£mmm&%t*cDay-e J .-?v—7X'r-i/ay 

tLtat^tn-*yH'J7^7 N7-?LAN (4^ 
»4JK«*-y b^-^WAN) 3 6ti0fflSSSKSn 
S. 7T7?Xf-^'2 4, 7xyt-A'2 0, fc4V 
VFF-Jt-fV-T-^l 6 {4, jIfffiM4 OK 4 >M y^- 
* v b tJ 4 Xf/%tzMA y b 9* y b 4 4 (CffiRS 

^-(7)flfi<50-9— 3<4, 7t-7°i/aycr>mmmm2 2 
ZitLX P BX2 8t5 £Xf/ttil±A y9-*v Y/A 
Vl7^7h44 fcSaWS - 1 * S T'& 5 . 4h&»5 4 5 
fc, mW—rtl 3tii, X^f^T- (il®, PBX2 8 

V^4-f y^-^-y V/AWy^f b4 4 tcffifiS 
sfttSrV*) , J*}IS^SIVRy7b7i7, Vo I 
Py7h7x7, t'fW/7l7s7, tfAXJ y-t 
-yy7b-7x7, I P^Xt-^'^^tinS. 
PBX28I1 m<50b^y^ 1 8*^fC^*ra0E 
iiPSTN48, 7r7^Xf-^'2 4, fcil^'X- 

y x y b 1 4 comM^zmmth . 4 3 tc aes 

fflL>f ^— V7-/b^yb°j!. — ^t;4 D , PSTN 2 8^ 

^•lt, 4/tiMy?-^7i/-fyi7^7i44^ 

^•LT, 7Tv9XZ i gm-t&zyirX'%$>, PBX2 
8, 77 7?Xf-A24, SfX-;l/t-JU6, *? 
x/t-A'2 0, fej:yT-^-X12IJ, ^5RfflD 

[0 0 1 7] Hi cor-^f x^f-^T'i4, tf^-^'l 
0{4, t^ny^^b^i-yxyhtlEltSi:! 
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[0018] ± 3 fc, 4i*^-A 1 0 fcli, jiff 

ay^yh PBX2 8, 7r7?xt 

-A'2 4 , ^f.*— A 1 6 , i)i/t-A*2 0 , 
tS*Tf/±t:l±1b<wr—J*l 3 ) *sf||ny?;i^ 
Gtt&ZbtzJ:*). LAN3 6 SriSSAO U 7/l^ / fA3 
bi^teAO^yr/l^Any^h^ilftiS 
ill^y^^ha, m-^lOi^y^^b 

-yxyh(?)Xf-yHyi4CMLScitli. x— 
yiyhHIl oc i Di^fiS^rjy 

[0019]^'J30li, H¥#*>fi?!|4 2£J:t>'4 6 
c7)tSiS[0-tr>7 h3 8Sr-§-tf 0 Df#£>fi^ij4 2fc «£t>'4 6 

rfc J: tf/± fctt 'JW-fA3y??i^y T/t^ 

mmm\za\ ^x , #%fi=^j 4 2 'jw^^y 

9 9 b i: LTf3»W* »fc L , #£>fi^ij 4 6 (i U T/l^ 

uny^^it L-c<ofi«j**fc-r. z\cr>mmmm 

ffiSrUgmfrea (CRM) St*£#fc:aLTiv&. c 
RMaWCtt, ')T)V94 2±ay99 b&ilflEVTfr 

ILffi«-L*tmia^4u, f#*>fi^iJ4 2£J:tM 6 
co#-t v h 3 8(*JtiHvC. ^^T^Jtiffi^^'ft^T 
b^/±td,±9 A7°ifWj;h^y9 9 b (fci:*. 

Vo I PDf. f#Xlf-v7l, bT*«?^t') £f*S 
iN6. JS*n<^ftf>S«§ixfe^(6fc:«!oT. ?y99b 

5fcA*i*{fJL (FIFO) ^7r«'JfcUi 
ABU Zti?timm~t&. W-hmnzAtLbttfii^y? 

9 h&mn-t&fztbcomitcD^y b u , -t%b*>{m5 

[ 0 0 2 0 ] y 3 OJiS 4>tc, "FfllMinHBI ( EW 

t) mm (*fcti, miBTflii) 54^fea 0 * 

c^^Bt^-f & J: 5 icoMIRJi, W^ftfU 2 4 
ftd-^iyb 1 4fcfrlE$ii£4-C\ #o^*i'S) 
ff*!l4 2 4fctt4 645£, EWTii5 4tJ; 



[00 2 1 ] 'J7/^^3y^;f««^, ^-fJM, 

9b^fcoE WTRBS 5 4 OWSWfclQKi , JMBH^f 
^5, 50 6, 8 9 8^tM^§ilTV^ 0 1$VT)V9 
>!Aay9 9hcom^. inSM, VTWJ 

a *» t> -9-- b'xffif* § fx h mm £ len-r 
hm i *>r>f xAw-if-b'x^i^rat , ss 2«est 

B#r H i= (i2«r^f^<ot-t'xws) - mi 
cdtj Tj+oy—txmmm) mz. »fu#p B i^fflv^ 

T MMi i jMfKHSl W A T SStse t , SEW A T V 
[00 22] #S^-f T<0>f b^A.«3tffB#P H 1t*3 

itiUKWMafc^^fiaw-^fcft. 7 ^^9 5 s^k 
ft^as. rn-fe-y^3 4i4. m^jye^^ybfr 

miLfzk^lZj yi?*r— 9 6 2**l-v hL, 7^;P^ 
5 8^\ V-^cOft^T^T^^AicHjl-rSit^fBfPBl^ 

(a) «#feff50fc, fthWU^COTJ T-Afcur-f 

VT)V94 2±^y99 Hi, v 7^)53813+, 
(b ) Q'^mW^hh. Z^^ybM. tzkt 

( c ) ■/XfA?n7?* i SI§ni» I ;«Kyi 

(d) yx-rA^U^SgT^S. i^-YOhii, £ 

t itr, yxfA^&sBt^rar^yiti^ >j ?- 

b£ti&i%&< l zmL-t&<, i^)T)V9A-h.ny99b 

[00 23] ^^&y3 0<±§^t, ay99 bMiK (S 
EL) BW6 2SflBi*it3&^S4. PIS6 2{±, # 
^ff?iJ^7 1 nII^$)l.#3>'^y' U7;l/?^ Ac?) 

T) , S^ff^^itWraWAT, ^#HB#Ph1EW 
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t-£f#*>fi^J4 2ts.fctf/*;fctt4 6*^8^-6 

fcv^.fim ?M*aD-T£>.g>. icowaiis^fc, - 
com-mzk ^mmiizm^fx.himmms , 9 o 

5, 7 9 3#fcE»3*UO*4. 
[0 0 24] EWTM^5 4^tjjm^^T, H 

2tJit^H3&#!HUTS^-rS. H2 StUWit, 
iffy^^l 0 0fc*i»t4:rcM=«jr*«;L '&-hftm*t>cD 
TA rASMx-ys y h fcr*!yi3-t*:5 i a*^t" 
«. ro-t7tll 7M T-A3Wfeff?!*»6fHlx— ^ 
x>b t=(63a$*Lfceiar*3B«M-4 . mz, rat •yif 
{4. JOCWATtiiV/ifcliPWT&IBW-*. 

t'xmmzti&TA T-^zmLT . ^mmA wr-? 
jjc^jwfieiaBrw**, tswsisFFas (fcfcitr, wat 

T±^4?^iifiWlS£&j£U #y?Xl 1 2fc*J 
Ht*WAT M ,= (WAT old X0. 9 7) + (jttfiWf 
ixo. 03) £J1iVvcwAT n81 ,£ift}£L (3S«f», W 
A T 0 ld |±T-f "tJ^^-hWWh -f-fXffitt^ ^ 
taCOWATT'fci. ) , 16C*JV^MCt 

-r&fj t~^f- K^SfcSiUfc 7M -r A^-tf- b'x^fig ) 

xAcO-f-b'XfifP^) (c^L,<-fe«yh-r4. 7-ffAfc 

20(C*3^T. ^RlSSr^-^ 
Srb-y bffl&U 0 8fcJ;yi 1 2Srji0t 

t> #'7W1 1 6t}ttf. 
[0 0 2 5] H3£#SBl/C, v-#4£(4-fy 
S^- ^62 commz^ ^X WtiVtth . -tfE-f 

Tn-tr-ytm. ^'•y^X200i3j; 
152 0 4£fc^T\ WA^tyhm^nA 2&4UVS 
fcl±4 6 fcfcfTS fiB 1 * 4 fA ft b -y 

b-rs. x-^yh^^^jc&tts lowr-^t 

208)i\ ( ;K-y ?X 2 1 2 ) 

A^yhcod-hcoi^zX 9E»INP£®tS*fcfT0J 
tcco^ilfS-e— #6 2$rb-y h^"S„ T-^-r^-v 

imx*\$+£< vt/^a j±w-hwittznLxi>mffzti 

h. =/X'rJ>.7Uy7ifigg.1$t<-& (^7^X216) 

o>*&, ^7?x2 04m^, rnt7tat< 



4 -5 T co 'J T/W ^-f A <rym%'ft¥\ i/ZM LX & 

|a|«C •7-^6 2J^7hn, HlliffiMltcfcft 

ffir-fefrfl § ttfcb >y h -f* i fc t "TiTC* £ . 
[00 26] *$mco%mcD$lM$5J:X/3&i$:m^Z>C\ 

t«if: ! fif<liflW-4ii:* r snB , C»S. fciullJ, 1 

n&s/t ^js^ir-f s xyfthtf. m&£)mzftt>ft 
[0027] mcQiwmffi&miz^^x , ro-t y^ 

[0028] s 6tcai^)f^aisJBJBtc*iv^ . MX 
— So: y Hi, 'JWUfei; u tvi^ 
A J±^>9 7h<r>m®&mzi6\^x®.%M$:^-t&« z 
«»iKB^T, 7nt7t34(l fW^Tt^x 
- y'x y b ^'i ^Sfl^ iSft L . TA t"A t-tf-b'x 

[00 29 ] S ^^ft^ilfiSff^cfc^-C , ^SMtc 
■5 » 7 ^ Sr5EM-ri» i t h.tzb £tf , i^Pal 

mmijww^^i*raiamEBS«K"*ra*«^. . 7 ^ 

(4, -!f-b'xtg«§;fx*;7M -rAtWa-f 4 b#Pb1Pb1PS^ 

i~7t—)V ( catch-all ) ( m-fe ■y^'±aL.^E)tS^ 

^yh^fi7?L?ti, mMA^yhiz^-^m^m 

■IbfrX^ So 

[0030] Z ^ttzfflnmwmiz^^x , A y ; J^- 
«:i^tt7 h^ix, m-ib'ffmz&lf&TA fA^7 

T, >f yy'^-^{4ji^b -y b^tL4„ 
[00 3 1 ] S^^iJ^Uffi^BS^V^T, *BI#I^ 

5, 506, s 9 s^izim^imfommco&z^y 

teMmizhfz&ii&cD^y?? h S . 

WMtZti t vt\ Whftm tO^T X^77 #4^£T-$> 4 
■9-- h"x & , r ?iJ ti3 (4 £ B§p B iy7U 

<nm%mmw\ vntv&&m^x. wmfim$£ft 

7-ffA t^- ^ sew* K t , ftln^^f- t'xg 
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[0032] § hizmcoimmmmTit. 

S. ffMH7M7%M4F I FOJllT"^-t"XtSf±§ix^rV^ 

IHfcjMte'FSW * £ fc 14 « W^-fTCA h iK Li)* 
U 3>-^?h-fe>^{4, Hffi^fi^iUc&S-f^TO 

So 

[0033] § & tcBlkOftSSaiBBIIIfcltJVvC , 12 1 CO 

*H#ltl?5, 9 0 5, 7 9 3-*3\3?5, 5 0 6, 8 9 
8#tJir^raSB5, 2 0 6, 9 0 3#tBSS$*tTV^4 

T'i4, #*>ft?'JSr#OiiJ)DfEfiACDD^.y^, EW 
T^S^jl -/K fcit/'ffHx ah'J t" a -^tiACD 

[0034] S £> £3!l<a3S*JKIB£t5 V^T , 'J T/kii X 
V/& fzim OTJUfJ J*ay?7 H4, El 1 fcjj?*- fc 

IzXh^tih. fcfcifcf, frfr&aytf-^yhli. I 
p *W )<mcomo94 y'cDV--^, tfzlt i px 

[0035] &mmmmz&w&*ftmi^ *o#a 



tf . *wmm t tztezng-msmmmizM^ § a-c v ^ 

[00 36] #WB*>JJBM»?»4, BfiifcitfiBMBSW 

^4, l^ifzimmcommmmcomm^tstiK *bh 
^mmLtzm. mcommx^mn. tztm^ts. 

o/i^(4ts]^ffl}t, «gg, iEH, ifciix-f 

it, fltgg. iSH, t^{4^x>yT2:-irtf. It^SftS® 

[HI] *«W«0«*ftWrltiBBm*-frt»3 ^ ^ bb 
[H2 ] T^WTBra<i^)^fcfflv^ro-feXi^)SCKSI 

[03 ] ^aj#n^^^g-rsi^t#jrr^#-c(4^ 
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